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Executive Summary 

The system being analyzed in this project is a small Bed and Breakfast, Chez Maggie 
Maguire, owned and operated by Annie Grebenart. This small business is completely dependent 
of its owner; all tasks and procedures are run by Annie and only her. The main focus of the owner 
is to maintain the human aspect of her business and to avoid a corporate culture, as would 
typically be seen in a large national hotel chain. 

Our analysis began by conducting introductory interviews and familiarizing ourselves 
with her system and the way she operates her business. Based on the initial interviews, the team 
decided that the scope would have the following four subsystems: Book Room, Check-In Guest, 
Host Guest and Check-Out Guest. As the project progressed, the owner became more comfortable 
with the interview process and revealed more details; although small, they proved to be very 
important for the analysis of the system. Through the use of a PIECES framework, the team was 
able to discuss about the major underlying problems and the opportunities that IT could offer. The 
user's system had been completely mapped out through the use of a data flow diagram. In order 
to verbally walk the reader through our DFD's, a complete narrative was written in detail about 
all the components of the system. Once we had complete understanding of the scope and of the 
system, three solutions were generated. Using a feasibility matrix, our group determined the 
weights and scores for different categories of the proposed alternatives for the purpose of 
evaluating their strengths and weaknesses. It was decided that it would in the best interest of the 
owner to adopt the first proposed solution, as this would help her business become vastly more 
efficient without incurring too much of an IT learning curve, due to the low technology 
requirements and ease of implementation. Lastly, a logical model of the proposed system was 
created and all lessons learnt from our project were discussed. 
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Introduction and Client/Company Background 

Chez Maggie Maguire is a small Bed and Breakfast in Montreal's mile end district. The 
establishment consists of three guest rooms, which one room includes a bathroom, and a breakfast 
area for the guests. This B&B prides itself in embodying the artistic culture of the region and in 
providing a friendly atmosphere to its guests. There is an effort on the part of the owner to 
purchase local foods and products, which falls in line with the core principles of the company. 
This extra dimension adds more to the positive amenity of Chez Maggie Maguire. The owner, 
Annie Grebenart, is very passionate about establishing a strong relationship with her clients in 
order to generate repeat business and ensure the safety of her establishment. As will be mentioned 
later, Annie's constant focus on the human element side of the business provides both advantages 
and disadvantages to her system and marketing efforts. 

The guests contact the owner through email and need to be approved prior to making a 
reservation. All reservations are generated completely through email without any type of deposit. 
Annie will then wait for the guests on the check-in date and provides the keys upon arrival, at this 
point the guests are free to do what they please. Breakfast is provided every morning and Annie 
makes herself available for any inquiries the guest may have throughout the stay. Annie 
Grebenart manages all aspects of the business. She provides all the products and services from the 
check-in of the guest to the final check-out, with the exception of the cleaning lady. The business 
being completely dependent upon one person creates special obstacles. If Annie is on vacation or 
must make a last second trip out of town, the business is essentially shut down. Thus far, this has 
not caused too many problems as the company is still very small. 

Chez Maggie Maguire does little marketing in the form of advertising on public 
platforms, which ultimately limits the company's exposure to potential clients. One of the only 
ways to hear about the B&B is through Tourisme Quebec. Even through Tourisme Quebec, 
prospective clients can be misled due to the limited amount of available information. The 
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company does not post any pictures online, and all that is provided is an email address to contact 
the owner. 

In order to sustain future clients, Chez Maggie Maguire relies heavily on word of mouth 
and repeat business. Returning clients are a strong point of the business: customers are overall 
very pleased with their stay and choose to come back again. The bottom line of the company is 
very reliant on this to generate sustainable income. The owner is able to connect with her guests 
through the use of personalization. She really makes an effort to fully adhere to the needs of the 
clients. Unlike bigger B&B's or hotels, Annie provides customized maps of local attractions to 
the clients, pays close attention to individual breakfast preferences, and gives flexibility to guests 
regarding check-in and check-out hours. This is something that separates this B&B from the rest 
and provides an extra incentive to the clients. 

According to our agreement with the owner 1 , the purpose of this project is to analyze the 
B&B's information system in order to find ways to improve her operations and reduce 
inefficiencies. This report will include a complete analysis of the system and the proposed 
alternatives. 



See Appendix A: Letters to Client 
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System Investigation 

This section will explain how the different operations of Chez Maggie Maguire can be 
analyzed using the systems approach. 

The systems approach 2 views the organization as a unified, purposeful system composed 
of interrelated parts both from internal and external environment. Components in a system can be 
categorized into subsystems that have entities, inputs, outputs and buffers. Using the systems 
approach, the B&B's system has been analyzed into separate components in order to have a better 
view of the overall system. Problems within the system can then be accurately pinpointed and 
have the appropriate solutions assigned to them. 

Subsystems of B&B 

The scope of this project 3 encompasses the following subsystems: Book Room, Check In 
Guest, Host Guest and Check Out Guest. Any other business process outside of the scope will not 
be taken into consideration for the system analysis. 



Book Room 



External entities 


Process 


Data store 


• Customer 


• Process request 

• Approve customer 

• Check availabilities 

• Provide alternatives 

• Reserve room 


• Prices 

• Service descriptions 

• Pictures 

• Acceptable customer 
standards 

• Customer requirements 

• Room description 



2 See Appendix B: Glossary of Terms 

3 See Appendix C: Revised Project Proposal 
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Check In Guest 



External entities 


Process 


Data store 


• Customer 

• Cleaner 


• Remind reservation 

• Produce cleaning 
schedule 

• Confirm reservation 

• Provide room 


• Reservations 

• Cleaning schedules 

• Room statuses 

• Access Keys 



Host Guest 



External entities 


Process 


Data store 


• Customer 

• Cook 


• Receive order 

• Serve breakfast 

• Purchase supplies 

• Create touristic map 


• Customer 
requirements 

• Supplies 

• Supplies orders 

• Touristic information 



Check Out Guest 



External entities 


Process 


Data store 


• Customer 


• Check-out customer 


• Access keys 


• Revenu Quebec 


• Receive payment 


• Room statuses 


• Tourisme Quebec 


• Determine income tax 


• Reservations 




amount 


• Prices 




• Determine touristic fees 


• Payments 




• Renew B&B 


• Receipts 




certification 


• Accounts 






• Touristic Fees Legal 






documentation 
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System components 

The following table presents the description of various components (data store, data flow, 
process, external entity) within the Data Flow Diagram DFD to demonstrate the different parts 



that compose the subsystems. 



Name 


Type 


Description 


Access keys 


Data Stores 


The keys to the building that are given to customers. Each 
key is color coded and given to specific room guests. 


Accounts 


Data Stores 


Customer log information that includes stays, pricing, and 
receipts. The data store is specifically used for income tax 
calculation. 


Legal 
documentations 


Data Stores 


All the information associated with legal documentations 
that must be kept to prove the owner's right to host guests. 


Date alternative 
acceptance 
details 


Data flows 


The date alternative has been accepted by the customer. 
This information is sent to process 1 .7 to finalize the 
booking. 


Duration of stay 


Data flows 


The duration of stay is the amount of days in which a 
customer will be staying at the bed and breakfast, including 
check-in and check-out dates. 


Information 
package 


Data flows 


An information package that includes (but is not limited to) 
current B&B guidelines, helpful information, and 
announcements in the market.. 


Generate receipt 


Processes 


A receipt is generated based on the payment details. One 
copy will always be given to the customer, another will be 
kept in records. 


Determine 
payment amount 


Processes 


The owner determines the price that the customer will pay, 
based on her judgment and the group's size (if applicable). 


Confirm 
reservation 


Processes 


This process marks the completion of the booking process 
since the customer is in the building. 


Cleaner 


External 
entities 


A third-party cleaning lady that works on call for the owner 
who is in charge of cleaning rooms and updating their 
status. 


Supplier 


External 
entities 


The local suppliers that offer products or services required 
by the bed and breakfast to operate. Usually eco-friendly. 


Tourisme Quebec 


External 
entities 


The organization that is responsible for all bed and 
breakfast businesses, providing them with a required 
certification and rating. 
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General Reaction and Final Recommendations 

The owner was eager to participate in this project. Although the owner was worried that 
there wasn't a proper information system in place, she was eager to learn about new ideas that 
would help her company reduce inefficiencies and cut costs. The owner's business is mainly 
conducted through emails and handwritten data stores. 

The project initially included only three subsystems: Book Room, Check In Guest and 
Check Out Guest. As the subsystems were broken down into their business processes, the team 
realized there was not enough for the scope of the project. Thus, Host Guest was added as a new 
subsystem. Not only did this enlarge the scope of the project, but it gave a clearer boundary for 
certain processes (e.g.: "touristic inquiries" was moved from check-in guest to hosting guest) and 
allowed the analysis of processes that the owner wished to receive feedback for (e.g.: supplies). 

Furthermore, most information used in the system are stored in the owner's head. As a 
final recommendation, the owner should consider storing the information on a physical data store. 
This would ease the owner's memory and create a permanent location for data storing. 
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Fact-Finding Techniques 

In order to gather facts and information about the system, different fact-finding 
techniques were utilized. This process is necessary to assess the current systems and understand 
how the business conducts its operations. Fact-finding helped us accurately represent the system 
as models. This section will detail them, along with difficulties encountered and solutions 
developed for each one. 

The most frequently used technique was interviewing. Due to the fact that the system is 
dependent and exclusively used by the owner of the Bed & Breakfast, this was the only individual 
that we interviewed. Our interviews consisted of verbal walkthroughs of the system, user insight, 
documentation, user requirements, etc. We realized that the first interviews were very broad; 
therefore, when it was time to draw the data-flow diagrams, we had some missing information. 
From then on, each interview became more and more specific and we gained more valuable 
information week after week. In total, we conducted 6 interviews with the owner, including the 
first phone interview. Interviews were mostly conducted in French, because it is the language in 
which the owner is most comfortable and every member of the team understood well. However, 
when we walked through our data flow diagrams with the owner, some members spoke English to 
be more thorough, and the owner was happy to respond in English too. This bilingual 
environment made the interviews very dynamic and interactive. 

Because of the size of the business, it was difficult for us to use observation. There are 
not always customers checking in or checking out, so we had to use simulation in order to get 
some specific information. We used this technique to walk through the business and see the 
different types of services, rooms, and products available to the client. This helped us better 
understand how the system is run internally and how external customers interact with the system. 
Knowledge of the transaction steps is essential to understanding customer-client interaction, 
especially during the booking subsystem. We always made sure to ask questions such as: "What 



12 I Page 



if I ask for this? What do you do if I do this?" This was an excellent way to get some important 
inputs that would have been difficult to get otherwise. 

Another fact-finding technique used was documentation. Pictures or samples were taken 
of all documentation used in the system, which proved to be very valuable in analyzing the 
nuances and structure of the client's current system. Documents such as receipt books, sales 
books, city guides, Tourisme Quebec reports and booking calendars were documented during our 
analysis of the system 4 . Because the business deals with customer information, we were 
conscious that the documents we collected are privileged and should remain confidential. 
Therefore, we removed any sensitive information from the documents collected. 

Finally, we also thought that a site visit in another bed & breakfast could be interesting 
and valuable to see what kind of system was used. We were not able to get a visit in-person; 
however, we conducted phone interview with another business owner who helped us with the 
design of the potential solutions. 5 



4 See Appendix D: Documents 

5 See Appendix E: Comparative Narrative 
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Logical Model of the Current System 

This section will cover the DFDs 6 narratives of each subsystem of Chez Maggie Maguire. 
The narrative describes the daily operations of the business 7 . The descriptions of the processes are 
necessary to assess the current system and propose alternatives to improve it. The Functional 
Decomposition Diagram illustrates all of the system components by context, subsystem, 
processes. 8 
DFD Narratives 

When a customer is interested in staying at the Bed & Breakfast, he or she sends an email 
asking information about service details. The owner responds to this email and also sends photos 
from her picture gallery to give the prospective customer an idea of the amenities offered at the 
B&B. If the customer is interested, a request is sent to the owner specifying which room and date 
they would like to stay. The owner then decides whether the customer is approved based on 
certain conditions she has set forth for her business. If the customer is refused, the owner notifies 
the customer by email that they have been refused and the business relationship ends there. 

If approved, the owner memorizes the customer requirements and proceeds to check 
availabilities. The owner checks if she can meet the customer's requests by checking the 
reservations calendar and room descriptions. If the room is not available on the requested date, 
she provides an alternative room, if all rooms are booked on that date; she provides an alternative 
date. Furthermore, if both the room and date are available, the reservation is booked. When 
providing alternative dates, the owner refers to the reservation calendar and contacts the customer 
by email. If the customer refuses, the owner provides alternative dates until a reservation is 
agreed upon. When the owner reserves the room, she makes sure to write the reservation details 
in the calendar and change the email subject line, of the chain of emails with the customer, to the 
agreed upon dates. 

6 See Appendix B: Glossary of terms 

7 See Appendix F: DFDs 

8 See Appendix G: Functional Decomposition Diagram 
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Check In Guest 

The check in process begins when the owner sends an email reminder to the customer the 
day before their arrival. The next step is making sure the cleaning lady cleans the necessary 
rooms. The owner does this by looking at reservation dates and the room status; the schedule is 
then given to the cleaning lady to ensure the room is clean for when the customer arrives. When 
the cleaning lady is done, she lets the owner know that the necessary rooms are clean. 

When the customers arrive, they let the owner know they have arrived. The owner then 
confirms their reservation, gives them details about their room and provides them with the room 
key. The owner will also note which key has been given to the customer. 

Host Guest 

To start the hosting subsystem, the owner receives the breakfast order details from the 
customer, which she then sends to the cook for preparation, the owner also plays the role of the 
cook in this system. Using the order details, the cook prepares breakfast and serves it to the guest 
while noting in her head what supplies have been used. Once the customers have finished eating 
breakfast, the owner observes what food the customers liked and didn't like. From her 
observations, the owner generates customer preferences and updates customer requirements for 
use in the next breakfast. 

Every morning, the owner checks her current supply inventory and updates her supplies 
orders accordingly based on shortage of supplies. Using her supplies orders, she goes to the store 
and purchases the necessary supplies while updating her supply inventory. During the duration of 
their stay, the guests may inquire about local tourist attractions, in which case the owner would 
draw a personal map for the customer. 
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Check Out Guest 

To begin the check-out process, the customer tells the owner he or she is ready to check 
out. This event triggers an unclean room status and the key is returned. The owner looks at the 
reservation information, for duration of stay, and price list to determine the total rate to charge the 
customer. The customer then pays their bill and is given a receipt by the owner; the owner also 
keeps a copy and marks the transaction in her logbook. The total amount given by the customer 
will be added to the owner's bank account. If the payment is rejected, the owner cannot do 
anything to resolve it and the process ends. 

Once a year the receipt and logbook will be used to generate the income tax amount, 
while subsequently, providing a tax report to Revenue Quebec. The owner also needs to pay a fee 
to Tourisme Quebec, which is generated by looking at Fee information provided by Tourisme 
Quebec and her bank account information. Once she has the fee amount and her bank account 
information, the payment for the touristic fee is sent. From time to time, Tourisme Quebec 
requests Insurance and Zone Certification information of her building in order to keep up a status 
as a Bed & Breakfast. Once this information is sent, Tourisme Quebec sends her a certification 
package with info regarding the Quebec Bed & Breakfast industry. 
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Problem Analysis: PIECES Framework 

This section will analyze the problems and opportunities in Chez Maggie Maguire using 
the PIECES Framework 9 . 
Performance 

In terms of throughput, the owner is the business' only employee, which prevents the 
business from serving several customers at once. The system is also extremely dependent on the 
presence of the owner and cannot run without her. Furthermore, the owner requires a screening 
process for each client, which is done through email. The customers must undergo a screening 
process through emails with the owner in order to receive services. There is a lack of publicly 
available information: the only method of contact is through e-mail, so there is no faster 
alternative to communicate with her. Thus, there is a moderate to long response time to book 
reservations. 

The implementation of a social media page to share information would reduce the 
owner's personal workload as well as the delay time for customers to inform themselves of the 
business. 

Information 

In terms of input, too little data is captured: the owner only retains the name and email 
address of the client. The customers are not required to fill out any forms. Thus, Chez Maggie 
Maguire's information system does not collect relevant data that could be helping her business, 
such as the client's phone number. Furthermore, data is stored in multiple places (calendar, 
phone, client book, receipt book and e-mail) and are not synchronized or aggregated throughout 
the different platforms. A significant amount of data is committed to the owner's memory (such 
as purchase supply, tourism information, and specific customer information), possibly causing the 



9 See Appendix D: Glossary of terms 



17 I Page 



data to become volatile and/or overwhelming. The system does not produce any relevant 
information after a customer's stay and is unable to learn or improve based on customer feedback. 

Opportunities include the aggregation of data through a central database, gathering data 
from forms and surveys, and taking suggestions from customers physically or via email. 

Economics 

Because the owner does not keep track of purchases made for the business, costs are 
unknown and untraceable. Instead she buys what she feels she needs, which causes her business 
and personal purchases to intertwine. She has no knowledge of approximately how many supplies 
are needed for a specific stay and does not keep track of her inventory. The lack of publicly 
available data may be reducing the total amount of customers received due to the business being 
difficult to find. 

To reduce costs, the owner could track supplies used per customer and per period of time 
to avoid purchasing more than needed. Budgeting applications could also inform the owner of her 
spending. To increase income, installation of a doorbell would increase the amount of customers 
as several of her customers are walk-ins. A presence in social media would also increase the 
business' exposure and attract new clients. 

Control 

The system demonstrates too little control in the way it manages its clients and its own 
security. The business does not require any identification or deposit from the customer despite 
providing them with a key to the entire building. The owner's only measure of security is her 
screening process which determines whether or not she wants to host a particular customer. 
However, the system also demonstrates too much control in terms of its information. The owner 
is reluctant to post publicly available information about the bed and breakfast and prefers 
customers contacting her so that she can go through her screening process. This slows down the 
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entire process and reduces the amount of customers she gets due to her business being hard to 
find. 

In order to ensure customer information privacy, a password-protected database could be 
installed. This would only allow registered employees to have access to the company's 
documents and information. 

Efficiency 

All data is inputted manually into either the calendar or the client book which can be time 
consuming. To provide touristic information, the owner manually draws a map of the local area 
for each customer. The owner must also be present in the building to answer emails or receive 
clients (there is no doorbell). The lack of publicly available data is also inefficient. The owner 
must track too much information by memory (supply list, customer schedules, customer 
preferences, touristic information, etc.) which can be overwhelming. 

Opportunities include having (tourist maps of specific interests (e.g. theatre, food, etc.)) 
prepared and photocopied for customers, automating customer reservation requests through an 
online form, and using databases to reduce the amount of information retained to memory. 

Service 

Customers who are interested in staying at Chez Maggie Maguire must email the owner 
for basic information about the bed and breakfast. There are no pictures or reviews available and 
the business does not provide its phone number publicly. This causes the system to be awkward 
to use for most customers who simply want to gather information and make their decision. Since 
most of the system is physical (books, calendars), the system is inflexible to change and will not 
be able to adapt to exceptional situations. The owner is currently planning to add a fourth room 
for guests to occupy, but the calendar only has space for 3 - the calendar will have to be remade 
from scratch. 
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Opportunities include having a social media page to share business information and 
receive customer feedback, having a calendar displayed online to share availabilities, and 
installing a doorbell to avoid missing potential customer walk-ins. 

Analysis 

The main underlying problems that we will focus on are the system's (1) data collection, 
(2) data storage, and (3) information production. The system does not collect enough data to 
become knowledgeable of its customers or have an accurate record of information for customers 
returning to the bed and breakfast. Data is stored in multiple different places and cannot be 
synchronized together (physical calendar, emails, memory). Data stored in the owner's memory is 
volatile and can be forgotten. Finally, there is no new or relevant information that is produced to 
help the business meaning it cannot learn or improve from the information it receives. 

Other notable problems were the high amount of security in terms of the business' 
contact information, the vulnerability of its physical information systems, and the limited 
workforce. 

Because the system owner is the only system user, the system directives and the user 
requirements are the same and will be explained in the following section. 
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User Requirements Analysis 

This section will explain the user requirements through the perspective of the owner. 

First of all, the new system should allow me to have the same flexibility that I have now. 
The new system should still let me choose which room to allocate to which customer, let me 
decide which clients are accepted or not, and let my business change its offer of products and 
services. This flexibility allows me to reserve some rooms for my family or friends, if needed. It 
is also important for me to determine if a client wants to stay at my Bed & Breakfast for the right 
reasons (location, surrounding activities, etc.). This is my way to ensure that I welcome good 
people into my home and that my business is safe. I find that the flexible check-in and check-out 
times are appreciated by the customers. 

The new system should not incur additional costs to my business, because my business is 
already struggling with profitability, mostly because of the high mortgage expense. 

The new system should allow my company to keep the service personalized to the clients. 
Clients appreciate the fact that my Bed & Breakfast can gear its services to their needs. This is a 
differentiating characteristic that makes my business unique and more appreciated than other 
similar businesses. Because a personal contact is established with the client and myself, I can 
perform small gestures that are appreciated such as leaving a certain book on their nightstand or 
drawing a personalized map. 

I would like for the new system to not remove the human aspect from the transaction. 
The system should not automate the whole process and remove the contact between my clients 
and me, which is the essence of this business operation. Moreover, most of the advertising is done 
through customers who share their personal experience with their friends and families. 

The system should help my business get more visibility and become more profitable. In 
order to increase my income and to be able to pay all my bills associated with the Bed & 
Breakfast, I need to bring in more customers. 
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Finally, because my business does not currently use information technology to conduct 
its activities, the new system should not require extensive computer knowledge or training. 
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Specification and Description of Alternatives Considered 

The first alternative will introduce a simple non-technological solution to solve the 
underlying problems mentioned in the PIECE analysis. Each other solution will implement more 
and more technology while still solving the same problems, either by adding more technology to 
the alternative or building up on the previous alternative. 

Alternative Solutions 10 

Alternative 1 

Our first alternative will focus on the capture, production and organization of business' 
data using non-technology solutions. The business, at the moment, relies on the owner's memory 
as a data store. Human beings are not the perfect data store. Data can be forgotten, augmented 
accidently, and the owner has to be there for the system to use the data store. Information sharing 
is also more difficult since the information must be repeated (written or verbally) every time data 
is needed. The last thing to note is when the business needs to share information regarding "what 
to do around town", the information must be produced every time a customer asks and will 
always have differences. 

To solve this problem, the system should: 

A. Record all business data onto a formatted physical medium, to improve data 
capture and storage. 

B. Keep a record of the customer's stay (e.g.: customer name, age, address, receipt 
number, duration, etc.), to improve data production. The owner can use this 
data to remember details of previous customers, either to help customer relations 
or to implement improvements to the B&B. 



Some changes that the team suggests to implement are: 
See Appendix H: Candidate Systems Matrix 
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• Formatted logbook: records payment and notes of business transactions. It will have 
columns to organize data and a pouch to store monthly supply purchase receipts 

• Guest book: records customer feedback and recommendations 

• Purchasing List and Receipt Storage: stores purchase items, which removes the need to 
memorize the shopping list. Receipts can be categorized into monthly purchases. 

The team's final suggestion is to post pictures of the available rooms and the location on 
Tourisme Quebec. This will be a start for advertising the business since the previous system had 
no form of advertisement. Potential customers would like to see where they are staying when 
finding lodging, thus having the pictures online will increase business. 
Pros 

• No hardware and software required. 

• Does not need any technical knowledge or huge setup. 

• Fits the requirements of the client. 

• Easily implemented with current resources. 
Cons 

• No system is automated. 

• Repetition of data. 

• Cannot be manipulated to produce reports. 
Alternative 2 

For our second alternative, the idea is to start introducing more technology into the 
system. The first thing is to start digitizing all the systems' data. For example, customer 
information and receipt numbers will be entered into a spreadsheet software, such as Excel, which 
will help in the manipulation and analysis of data. The owner will be able to sort customers by 



24 I P a g e 



name, date of stay, amount paid, etc... Compared to the physical logbook, that requires the 
system user to recopy the data onto another sheet of paper in order to reorganize the data, this will 
allow the system user to quickly organize the data that is needed. 

Alternative 2 will not only digitize data, but it will also be stored and secure into a 
centralized storage system. The plan is to implement a simple database, where data can be 
accessed from multiple locations and permission must be given in order to access this data. For 
this instance, Microsoft Access can be used to set up a small database. Other solutions, which are 
also free with Internet access, are Dropbox and Google Drive. Both of these methods can be used 
to upload download files of data from anywhere with Internet access. The owner, at the moment, 
is using a logbook to keep track of customer information, which is unsecured. To access the files 
in cloud storage or database, permission must be given by the creator/owner. Digitizing and 
centralizing the data will improve information gathering, analysis, sharing and security. 

The last implementation in alternative 2 is an introduction into web advertising and 
customer relations. Facebook will be used to demo the rooms and to connect with previous or 
potential customers. It can also be used to thank customers for their business, to answer their 
questions and to receive feedback. If the customer can't be contacted through Facebook, an email 
will be sent to thank the customer and to ask for feedback. Previously there was no feedback 
system, except if the customer made any comments to the owner during their stay. The feedback 
will be used to help improve future customer stay. 
Pros 

• Increases the chance of getting customers through web marketing. 

• Data can be manipulated to generate reports. 

• Data is digital, which make it easy to reproduce, protect, backup and share 



25 I Page 



Cons 

• The software needed is expensive. 

• Reservation system is not automated. 

• Facebook has the rights to use all material posted on their site. 
Alternative 3 

The third alternative will be centered on a business website, as well as implementing the 
alternative 2. The plan is to set a B&B website where information can be given to customers and 
to automate the reservation system. The site will include things such as: Q&A, pictures of rooms, 
address, service provided, online booking, etc... The online booking process will also send 
automatic email confirmations to both the owner and customer, automating the booking process. 
The entry forms from alternative 1, which will also be implemented in this alternative, will be 
digitized and sent in the confirmation letter for the customer to fill out. This information will be 
stored in the customer's file. It is important to note that the customer selection process must be 
removed in order for the online booking to work. The automatic system cannot process customer 
selection. Combined with the previous alternative, the website will improve and automate 
customer data capture and storage. 

To establish a website, a domain name and web host must be acquired. The domain name 
cost will vary depending on who holds the rights to the preferred name of the website. If the name 
is not registered, it can be registered with the Canadian Internet Registration Authority (CIRA) 
for a fee. Hosting can be done on a personal computer or a third party can host it for the business. 
Hosting on a personal computer will require a specialist to set it up, and might require more 
hardware. Using a third party will make it easier for the owner to manage, but will have a 
subscription fee. 

The last thing that can be added is a third party supplement that will work with the 
website. This supplement will work with the website to help manage booking rooms. Gracesoft 
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has "The Complete Bed & Breakfast and Inn Online Reservation Software". 11 This software is, at 

its base, a reservation manager in one screen. According to their website, "The Complete Bed & 

Breakfast and Inn Online Reservation Software"(2014), the following features are offered: 

In Easy InnKeeping, the colorful availability charts are your 
'dashboard' for managing reservations! 

• Reservation form opens when you click on the room and arrival 
date 

• Quick Reservation provides one-screen entry for guest info, dates, 
room, rate, discounts and payment 

• Print a bill, send a letter, or check-in guest with "one click" using 
the quick link menu (Gracesoft, 2014) 

For 59$ a month, the basic package includes 12 : 

• Property Management Software 

• Data Base Management 

• Support and Training 

• Future Updates 

• Easy WebRez Online Reservations with unlimited booking 

There are other attachments that are compatible with this software that are offered by 
Gracesoft. Two useful ones are the Credit Card processing and GDS (global distribution system). 
Credit Card processing allows the ability to process transaction by credit card and debit. GDS will 
display open rooms on popular travel site and make them available for travel agents to 
recommend. These two additions should greatly increase potential business for the B&B. With all 
that said, it would be better to use the third party software for web hosting and reservation 
system. 
Pros 

• Reservation system is automated. 

• No need for extensive set up with third party software and hardware. 



GraceSoft. 2014. Easy InnKeeping Web Based Reservation Software, [online] Retrieved 
March 28, 2014, from http://gracesoft.com/easy-innkeeping/reservation-software.htm 

GraceSoft. 2014. Easy InnKeeping ™, Pricing, [online] Retrieved March 28, 2014, from 
http://gracesoft.com/easy-innkeeping/hotel-software-comparison/ 
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• B&B website will be internal system advertising, compared to the third party Facebook. 
Cons 

• Monthly subscription is too costly with only 3 rooms to rent. 

• Does not meet user requirements for low -tech system. 
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Evaluation of Alternatives 

This section will detail how the alternatives were evaluated and how the most appropriate 
one was selected. The details of the weights and scores can be found in the feasibility matrix 13 . 

First of all, in order to select the best solution, it was very important to consider the 
owner's priorities. The weights were assigned according to what has been learned in the 
interviews and from discussions with the business owner. Right from the beginning, it was very 
clear that the cultural aspect was very important. The business has a unique signature that is very 
appreciated by the customers. Many come to this business because they appreciate the 
personalized service they receive, which is a differentiating factor in itself. 

Equally important was the economic feasibility. The business does not currently have the 
resources to invest in a significant technological project. A smaller weight was assigned to 
operational feasibility. Even though the business' systems can be improved, it is currently 
functioning with the current systems and has been for years. Therefore, solving the problems 
found in the PIECES analysis certainly is a priority, but it should not come before cultural and 
economic considerations. 

Technical feasibility was assigned the same importance than operational. The owner did 
mention to be open to technology, but this technology should be simple to implement. Since it 
was clear from the start that this project is long-term and can extend to multiple school terms, a 
lower weight was assigned to schedule feasibility. Finally, legal feasibility was ignored because 
(1) it is outside the scope of the project and (2) the proposed solutions should not have an impact 
on laws or ethics pertaining to the business. 

Using the weights and scores assigned to each alternative in the five categories, we 
concluded that Alternative 1 is currently the most appropriate solution. Not only does it fulfill the 
current needs of the owner, but it also acts as a bridge to Alternative 2 and 3. Therefore, its 
implementation would not prevent its conversion or update to more technological solutions. 

13 Appendix I - Feasibility Analysis Matrix 
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Alternative 2 also scored very high in regards to the owner's priorities, but it requires more 
technology so we still believe that Alternative 1 is still currently the most suitable one. Finally, 
Alternative 3 integrates technology and requires more changes, thus we do not believe that the 
business is ready to embrace this solution yet. 
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Logical Model of Proposed System 

This section narrates the changes made to the system after the solution has been 
implemented. It also describes the owner's process for accepting reservation requests and room 
reservations. This process is dependent on many conditions and can therefore be simplified by 
using a decision table 14 . 
DFD Narratives 15 

The highlight parts are the proposed changes to the former DFD. Only the narrative parts 
that have changed are displayed. 
Book Room 

When a customer sends e-mail for more detail on the business, the owner responds and 
sends photos. In the alternative solution, the owner does not send pictures to the guest since they 
will be available online, and only sends information about the rooms. 
Check-In Guest 

When the customers arrive, the owner confirms their reservation, give them details about 
their room and provide them with the room key. In the alternative solution, the owner asks the 
customer if they are new customers. If they are, she gives them a customer form for them to 
complete and add it to her customer files. 16 
Host Guest 

Every morning, the owner checks her current supply inventory and will update her 
supplies orders accordingly based on shortage of supplies. Using her supplies orders, she goes to 
the store and purchases the necessary supplies while updating her supply inventory. In the 
alternative solution, the owner also updates the purchase to her supply receipts 17 . 



See Appendix B: Glossary of Terms 
See Appendix J: Modified DFDs 
See Appendix K: Solution Documents 
See Appendix K: Solution Documents 
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Check-Out Guest 

The customer pays their bill and is given a receipt by the owner; the owner also keeps a 
copy and marks the transaction in her logbook. In the alternative solution, information inside the 
receipt copy will be included in the customer file to keep track of the customer's payment 
history 18 . The total amount will then be added to the owner's account. 

Decision Table Narrative 19 

This decision table will only be applied to only one subsystem: Book Room. 

The owner must approve the customer before they can book a room. If the customer is 
not approved, the owner does not reserve the room and notifies the customer. Afterwards, the 
owner checks the requested room's availability. If it is available, the room is immediately 
reserved. If the room is not available on the requested date, the owner will suggest an alternative 
room. If the customer refuses the alternative room, the owner will then suggest an alternative 
date. If the customer also refuses the alternative dates, then the owner does not reserve book 
anything. If the customer accepts the proposed alternative, then the owner books the room. 



See Appendix K: Solution Documents 
See Appendix L: Logic Decision Table 
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Limitations 

The following section will examine the different limitations of the project for the team as 
well as for the owner. 
Time and Resources Limitations 

As business system analysis students, we do not have the same amount of resources and 
time that professional companies have. Our solutions are based on what is available on the market 
and free public information. Our team has to work with what was available to come up with the 
best solution possible within the business requirements. Time was also an issue due to other 
classes and responsibilities. This project was done in consideration of the team's availabilities. 
Culture Limitations 

The business' main selling point is its homely atmosphere that it provides to its guests 
and its location, an artistic area of Montreal. It does not conform to the typical business model 
where guests are merely numbers; rather, it focuses more on establishing a personal connection 
with each guest. Therefore, implementing more technology into the system could change the 
culture that the business relies on for its operations. We must take into consideration how much 
the system can improve without technology. 
Economical Limitations 

Chez Maggie Maguire is not a very big business; therefore their resources are also 
limited. Our alternative was made in consideration of "bigger is not always better". For each 
feature that the alternative was going to add, we considered the least costly of all choices. This 
will keep the business profitable as well as improving their systems. 
Technical Limitations 

As mentioned before, technology will change the culture of the business. The business 
does not use much technology, only requiring a laptop for emails. The more technology we 
implement, the more training and maintenance the owner will have to do. Implementing the best 
technology might benefit the business, which is should be kept in mind for future changes. 
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Conclusion 

In conclusion, this project has benefited our team in numerous ways. Therefore, this 
section will discuss about the importance of team management, client management, and project 
components. 

For the project, the importance of choosing our teams was recognized. To be more 
efficient, it was crucial for us to share the same availabilities, the same objective towards the 
project, and the same willingness to work hard by meeting weekly and working progressively. 

This project demanded a large number of hours of work. Thus, a meeting was fixed every 
Friday, which was never postponed. This allowed us to work on the tasks assigned and to revise 
every work done outside of the meeting. The DFDs were definitely the task that we allocated the 
most time to it and as soon as they were completed, we allocated time to assemble the final 
project before our examination period. By being organized, we have never been late in our 
agenda, which allowed us to finalize the project before the deadline. 

Our team realized that every member should do the DFDs for their personal benefit of 
having a better understanding in the midterms and assignments. For the project, it was beneficial 
to have different points of view of each subsystem in order to correct mistakes and generate 
improved DFDs. 

As for team management, it was essential to us that everyone attempted the roles of the 
Scribe and the Leader. Once we knew the strengths and weaknesses of each member, it was more 
efficient to allocate permanents roles to each member, allowing us to stay on track with our 
project. Consequently, we designated a leader, a co-leader, scribes, a proofreader, and a devil's 
advocate. 

When it came to finding clients, we wanted to make sure that the client was willing to 
work with us till the end of the project and that he or she would be available for our team to 
conduct the interviews. Once confirmed, all members had to attend the interviews in order to be 
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aware of the decisions made with the client. Thus, during the interviews, it was a good idea to let 
each member experience being an interviewer by having questions prepared beforehand. 

At the end of the project, we had to proof read every document for it to be perfect. 
Nevertheless, we may have underestimate how much revision there had to be done and how much 
time it would take to put the project together. For that reason, we thought that it would be good to 
start finalizing every document, once the DFDs were complete. 

It was really useful to observe past projects during class or during office hours because it 
provided a basic guideline for writing the project's report. By looking at past projects, both strong 
and weak reports, we were able to determine what should and shouldn't be done. Furthermore, 
completing readings and exercises assigned by Dr. M. Buyukkurt beforehand were required in 
order to contribute in class and have that 10% of participation mark. 

The business' DFD was created through the use of the Visible Analyst CASE tool. 
Initially, the diagrams were made on paper and were subsequently transferred to Microsoft Visio 
before finally being implemented in Visible Analyst. The only issue encountered was in terms of 
our project scope: the business' subsystems and processes were simply too numerous to be clearly 
represented on a single page, forcing the use of a smaller font size for data flow labeling. 
However, the use of Visible Analyst was significantly beneficial through its explosion feature, 
allowing us to properly follow the hierarchy in which the business processes reside. 

Finally, the team has found this project to be an enriching experience, where we were 
able to examine a business from a system analyst's point of view. Managing a team, maintaining 
a proper interaction with the client, arranging meetings with our professor, Dr. M. Buyukkurt, to 
update the status of our project and to ensure we were on the right track, and the overall project 
process has allowed us to experience the project as a professional rather than as a student. 
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Appendix A - Letters to Client 
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Annie Grebenart 



Vendredi le 24 janvier 2014 



B&B Chez Maggie Maguire 

15 rue Maguire 
Montreal, QC, H2T 1B7 



Madame Grebenart, 

Nous sommes heureux de vous annoncer que nous avons choisi de baser notre projet sur les systemes 
d'information de votre compagnie, Chez Maggie Maguire. Nous voulons commencer par vous remercier 
chaleureusement d'avoir accepte de repondre a nos questions et de nous aider dans le cadre de ce projet. 

Durant ce projet, nous allons analyser les principaux processus pertinents aux operations de votre Bed & 
Breakfast. Voici les processus que nous avons choisi d'analyser : 

1 . Reservations 

2. Arrivee des clients 

3. Sejour des clients 

4. Depart des clients 

Durant notre projet, nous aurons besoin de votre appui pour une periode de trois mois. Nous devrons faire un 
total d'environ huit entrevues d'une heure chacune. L'horaire des entrevues sera decide avec vous afin que la 
journee et l'heure vous conviennent. Nous aimerions aussi observer vos activites lors d'une journee typique dans 
votre compagnie. Finalement, nous aurons besoin de copies des documents que vous utilisez presentement (pas de 
copie vierge - les documents devront etre remplis). Toutefois, nous nous assurerons de garder la confidentialite des 
clients. 

Dans le cadre du travail, nous allons vous proposer trois alternatives pour ameliorer vos systemes d'information 
actuels. Avec votre aide, nous determinerons par la suite quelle solution repond le mieux a vos besoins en 
considerant vos besoins en informations et vos ressources disponibles. Nous preparerons un rapport complet qui 
analysera votre systeme actuel et les alternatives possibles pour l'ameliorer. De plus, vous serez invitee a assister a 
la presentation que nous allons faire devant notre classe a la fin de la session. Apres le projet, si vous le desirez, nous 
pourrons faire une derniere entrevue afin de recueillir vos commentaires et suggestions. 

Encore une fois, nous vous remercions de nous permettre de faire ce projet avec vous. Ce projet est une 
excellente occasion d'apprentissage pour nous et nous sommes tres reconnaissants de votre aide et de votre 
implication. Suite a notre premiere entrevue, nous pouvons vous confirmer le vif interet que notre equipe a pour ce 
projet. Votre compagnie est un sujet tres motivant pour notre travail. 

Si vous avez plus de questions a propos de ce projet, vous pouvez contacter notre equipe via Dara Pourafzal au 
(514) 971-3272 ou Laurence Bertrand au (438) 821-7703. De plus, il est possible de parler a notre professeure, Dr. 
Meral Buyukkurt en composant le (514) 848-2424 #2741. 



Cordialement, 





Laurence Bertrand 



Nikita Daryanani 



Felix Dion 





Tracy Hsieh 



Michael Li 



Dara Pourafzal 



cc : Dr. M. Buyukkurt 
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Annie Grebenart 



Friday, January 24 th , 2014 



B&B Chez Maggie Maguire 

15 rue Maguire 
Montreal, QC, H2T 1B7 



Ms. Grebenart, 

We are happy to inform you that we chose to work on your company's information systems for our project. We 
would like to start by thanking you for agreeing to help us and for answering our questions. 

During this project, we will analyze the following principal processes relevant to your operations. : 

1. Book Room 

2. Check in Guest 

3. Host Guest 

4. Check out Guest 

During this project, we will need your support for a period of three months. We will need to conduct eight 
interviews of approximately one hour each. The schedule of these interviews will be decided based on a mutual 
agreement. We would also like to observe your activities during a typical business day. Finally, we will also need 
copies of the documents you are using (not blank copies - the documents will have to be filled out). However, we 
will ensure that the clients' information remain confidential. 

In the second half of this project, we will suggest three alternative solutions to improve your current information 
systems. With your help, we will then determine which solution best meets your needs while still considering the 
available resources. We will prepare a complete report that analyzes the current system and the possible alternatives 
to improve it. Moreover, you will be invited to attend a 20-minute presentation that we will present to our class at 
the end of the semester. After completion of the report, we can conduct a last interview to discuss your feedback and 
comments. 

Once again, we thank you for the opportunity to work with you. This project is a good learning opportunity 
for us and we are very grateful for your help and your commitment. After the first interview, we can confirm that we 
are very enthusiastic and motivated to work with your company. 

If you have more questions about this project, you can contact our team via Dara Pourafzal at (514) 971-3272 or 
Laurence Bertrand at (438) 821-7703. Moreover, it is possible to talk to our professor, Dr. Meral Buyiikkurt, by 
dialing (514) 848-2424 #2741. 



Sincerely, 





Laurence Bertrand 



Nikita Daryanani 



Felix Dion 





Tracy Hsieh 



Michael Li 



Dara Pourafzal 



cc : Dr. M. Biiyiikkurt 
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Annie Grebenart 



Vendredi le 21 mars 2014 



B&B Chez Maggie Maguire 

15 rue Maguire 
Montreal, QC, H2T 1B7 

Madame Grebenart, 

Nous avons le plaisir de vous annoncer que nous avons termine 1' analyse de vos systemes. Nous 
voulons tout d'abord vous remercier pour votre temps, votre support et votre contribution a ce projet. 
Travailler avec vous durant les derniers trois mois fut une experience tres enrichissante. 

Notre equipe travaillera probablement sur un projet de developpement a l'automne 2014 ou a 
l'hiver 2015. Si vous etes interessee, nous serions tres enthousiastes a l'idee de travailler avec vous de 
nouveau afin de vous aider a mettre en place les solutions proposees qui utilisent les technologies de 
1' information. 

Encore une fois, notre equipe est extremement reconnaissante de votre implication. Ce projet 
nous a permis d'appliquer nos connaissances dans un environnement autre que l'universite et a enrichi 
notre experience d'apprentissage. Nous en ressortons avec de meilleures habiletes pour le travail d'equipe 
et nous avons appris beaucoup sur l'analyse de systemes, ce qui sera un avantage pour la suite de notre 
programme d' etude et pour notre future carriere. 

Vous pouvez toujours nous rejoindre apres notre presentation. II nous fera plaisir de repondre aux 
demandes que vous pourriez avoir. Vous pouvez rejoindre Dara Pourafzal au (514) 971-3272 ou Laurence 
Bertrand au (438) 821-7703. Notre professeure, Dr. Meral Buyukkurt, reste disponible au (514) 848-2424 
#2741. 

Cordialement, 






Laurence Bertrand 



Felix Dion 






Tracy Hsieh 



Michael Li 



Dara Pourafzal 



cc: Dr. M. Buyukkurt 
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Annie Grebenart 



Friday, March 21st, 2014 



B&B Chez Maggie Maguire 
15, Maguire 

Montreal, QC, H2T 1B7 



Mrs. Grebenart, 

We are pleased to announce that we have completed the analysis of your system. We would like to 
thank you for your time, support and contribution to our project. Working with you these past 3 months 
has been a very enriching experience for our team. 

Our team will probably be working on a systems development project in Fall of 2014 or Winter of 
2015. If you are interested, we would be very eager to help you implement the proposed IT solutions from 
start to finish. 

Once again, our team extremely values your contribution to this project. This project has allowed us 
to translate the skills we have learned in the classroom to a real life setting. We are finishing this project 
with greatly improved teamwork skills and enhanced understanding of systems analysis, which will be 
very beneficial for the duration of our studies and future careers. 

Feel free to keep in touch after the duration of our project and presentation. It would be our pleasure 
to respond to any comments or questions you may have. You can contact Dara Pourafzal at (514) 971- 
3272 or Laurence Bertrand at (438) 821-7703. Our Professor, Dr. Meral Buyukkurt, can be reached at 
(514) 848-2424 #2741. 



Regards, 






Laurence Bertrand 



Nikita Daryanani 



Felix Dion 






Tracy Hsieh 



Michael Li 



Dara Pourafzal 



cc: Dr. M. Buyukkurt 
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Annie Grebenart 

B & B "chez maggte maguire" 

17 rue Maguire 
H2T 1B7 Montreal 
maggtemagiiir«®hotmait.co«ri 



B & B 

■CHEZ MAGGIE MAGUIRE' 

15 RUE MAC I II Ml 
MONTREAL, OC H2r 1B7 
maggremaguir9@hotniail.com 
(514) 276-oeOO 
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Appendix B - Glossary of Terms 
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GLOSSARY OF TERMS 



SYSTEMS APPROACH 

1, Systems approach is "the way of thinking about the job of managing. It provides a framework for 
visualizing internal and external environmental factors as an integrated whole. It allows recognition of 
the function of subsystems, as well as the complex suprasystems within which organizations must 
operate. Systems concepts foster a way of thinking, which, on the one hand, helps the manager to 
recognize the nature of complex problems and thereby to operate within the perceived environment. It 
is important to recognize the integrated nature of specific systems, including the fact that each system 
has both inputs and outputs and can be viewed as a self-contained unit. But it is also important to 
recognize that business systems are a part of larger systems- possibly industries, or even society as a 
whole. Further, business systems are in a constant state of change- they are created, operated, revised, 
and often eliminated." 20 



2. A system is a collection of organized, interrelated, and interacting entities or ideas working together 
to achieve a common goal. 

3. The scope of the information system analyzed in the project is defined in terms of system 
components (subsystems, inputs, outputs, entities, interfaces, buffers, boundaries, feedback and 
control, and constraints). 



DFD (DATA FLOW DIAGRAM) 

■ A DFD is used as a communication tool between the systems analyst and the system user/owner 
to verify the accuracy of the system analyst's understanding of the current information system. It 
is also used as a representation of the system proposed by the systems analyst following the 
analysis of the current system and user requirements. The latter is used in designing the proposed 
system. 

■ A DFD is a graphic process modeling tool used to depict the flow of data as it travels from the 
external entities to an information system and passes through the system's processes and data 
stores. 

■ Four basic symbols are used in a DFD to represent its four components of DFD: 

LABEL 

1. Dataflow * 



Dl DATA STORE 



2. Data store 

f n N 



PROCESS 

3. Process/subsystem/system I ) 



20 Kenneth Boulding, "General Systems Theory — the Skeleton of Science," Management 
Science 2(3): p.197, 1956. 
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4. External entity 




■ There are two kinds of process modeling: logical and physical. During the systems analysis phase 
of systems development, logical process modeling is used to represent "what" information 
processing is done in the system without suggesting how the processes are carried out. During the 
design phase of system development, physical process modeling is used to represent "how" the 
information processing is done. 



FDD (FUNCTIONAL DECOMPOSITION DIAGRAM) 

■ An FDD is used to graphically summarize the processes in a DFD. It represents the hierarchy 
(graphic outline) of all the processes in a DFD. 

■ There are only 2 symbols in an FDD: 



Hierarchy relationship (vertical & horizontal straight lines, not arrows ) 
System/Subsystem/process 



The Systenfi 



Suhsvstem 



Suh.sv.stem 2 



Process 2.1 



Process 1.1 



Process 1.2 



Prnrpss 



PIECES 

■ "PIECES" is a framework that is used to categorize the vast amount of information gathered 
during the systems analysis phase into problems, opportunities, and directives by the system 
owner. Each category addresses the need to correct or improve some aspect of the current 
information system. This aids the systems analyst in generating alternatives. 

■ "PIECES" is an acronym comprised of the first letter of each of the six categories of the 
framework: 

Performance 

Information (and data) 

Economics, control costs, or increase profits 

Control or security 

Efficiency of people and processes 

Service to customers, suppliers, partners, employers. . . 

■ The categories of the PIECES framework are neither exhaustive nor mutually exclusive. The 
same problem/opportunity/directive may be classified in more than one category. 
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CANDIDATES SYSTEMS MATRIX 

■ Candidate systems matrix is used to summarize and compare the attributes of alternative solutions 
generated. 

FEASIBILITY ANALYSIS MATRIX 

■ Feasibility analysis matrix is used to measure and compare the usefulness and practicality of the 
different alternatives generated. 

■ The matrix lists the different feasibilities and their importance to the system owner in the first and 
second columns respectively. The details of each feasibility category for each alternative and the 
associated evaluation score is presented in the remaining columns. 

LOGIC DEFINITION TOOLS 

■ Logic definition tools are used to represent the logic inside a process of a DFD. It is used to 
supplement a process in a DFD when the logic is too complex and can not be represented in 
sufficient detail otherwise. 

■ Only one kind of logic definition tool is used in this project: 

■ Decision table: "is a form of presentation that specifies a set of conditions and 
their corresponding actions" 21 . The conditions in a decision table correspond to 
the inputs to the process in the DFD. The actions in a decision table correspond 
to the outputs from the process in the DFD. 



Whitten & Bentley, Systems Analysis & Design Methods, McGraw Hill, 7 th Edition, p.357, 2006. 
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Appendix C - Revised Project Proposal 
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Annie Grebenart Le 24 j anvier 2014 

PROJECT PROPOSAL 
Chez Maggie Maguire 
Team 2 



Company Background 

• Bed and breakfast founded in 2002 

• Located at 15 rue Maguire, Montreal, QC 

• The owner is Annie Grebenart, she is also the only employee (e.g. freelance worker) 

• Product offered is housing along with breakfast and touristic information 

• Vulnerabilities 

o The bed and breakfast has no forms and does not keep track of customer information 

outside of email interaction 
o No storage for customer or business data 

o No information system in place for any daily business operations 

• Opportunities 

o Implement an information system to achieve cost-efficiency with supply 

o Implement system for customer feedback 

o Keep track of customer information (discounts, referral system) 

• Preferred business for our team's project 

Subsystems 

(1) Finding clients 

a. Advertise through Tourisme Quebec 

b. Plan and prepare for Tourisme Quebec inspection and rating 

c. Respond to customers' information requests 

• Booking 

o Email and phone contact with customer (screening process) 
o Provide information about rooms, location, services 
o Update calendar with duration of stay 
o Reserve room for client 

• Check-in 

o Prepare and clean room for client 

o Assign room to client (based on customer information) 

o Give client key 

o Assist client in housing needs 

• Hosting 

o Order and purchase from suppliers 
o Offer touristic information 

• Check-out 

o Create and give receipt to client 
o Receive payment 
o Take back key 

o Clean and prepare room for next client 
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Booking 
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Hosting 




Check-Out 
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Appendix E - Comparative Narrative 
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Jarvis House Narrative 

Jarvis House is a bed and breakfast in downtown Toronto. We used this B&B as a comparison to 
Chez Maggie's Bed and Breakfast in finding out how B&B operates. 

Jarvis House operations are on a slightly bigger scale than Chez Maggie's. It has two more ways 
of reaching potential customer, such as phone and fax. It has ten rooms with private bathrooms; separated 
by 3 categories, depending on size, room features and beds. 

To book a room, you can check on their site for their rooms and availability. The rooms can be 
booked directly on the sites, except for room 10 which the customer needs to contact the hostess to see if 
it is available. To book a room, the customer chooses a date, duration of stay and room. The website will 
display all free and booked rooms on that date. After choosing a free room and indicating date of stay, 
they can add parking to their package, which cost an extra 10$. There is a final term and service 
agreement notice that the customer must agree on, such as cancelation, smoking and check in times. 
When the customer agrees, an automatic email will be sent to the customer about their reservation. 

The basic services provided during the customers' stay are breakfast, parking, changing towels 
and sheets (depending on how long they stay). Anything else that is needed can be asked from the hostess. 
Breakfast is served from 8-10am, which includes eggs, bacon, toast, cereal, and fruits. The hostess asks 
what customers want and she will make or provide it for them. For the supplies of the B&B, the hostess 
keeps supplies at a certain level and buys them every week. 

After the customer's stay is finished, the customer can pay for their stay by cash, check or card. 
When the customer leaves, the rooms are cleaned, sheets and towels replaced. The owner must also keep 
in contact with her provincial and municipal government to obtain and keep license and permits to run a 
B&B in Toronto (Details were not specified). 
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Appendix F - DFDs 



Customer inquiry details- 
Service details ~ 




Reservation rEquEst details. 
Refused customer details — 



Customer 



_Room 

details 



-Room alternative details- 



- Room alternative refu sa I detai Is- 



-Date alternative refusal details' 
Date alternative details- 



Date alternative acceptance details J 

— Room alternative acceptance details 

Reservation confirmation 



-Reservation details 

— Customer attendance- 



Key and room details 




Order details 
Cooked ores {fast details- 




Tourisme 
Quebec 
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- Breakfast rEquEst detai Is- 

— Served breatfast details - 



-Preferences details - 



-Tourism inquiry details- 



- Tourism detai Is- 



-Checa-out status- 



Payment amount 



-Payment detai Is- 



- Receipt details— 



Customer 



-Information package details- 



-Bed and t'ts-cfast certification details' 



-Payment detail 



-Bed and breakfast report- 





Cleaning schedule ^^^H 

Cleaner 

I 
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Customer 




Revenue 
Quebec 



Access keys 
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Customer 



-Customer inquiry details 
ServiDe details 



1. 1 



Give service 
information 



-Service details- 



_Room details. 



Reservation 
request 
details 



Refused 
custom ET 
-details 




Rdditi details- 



1.3 



Approve the 
customer 



-Customer approbation [Titer ia- 



— Customer requirement details— 
-Approved customer details 



Room description- 
details 



D9 



Room descriptions 



-Room alternative details- 



1.4 



Provide 

alternative 

rooms 



-Room unavailability status- 



Room alternative refusal details' 

■ Date alternative ref usa I d eta i Is- 

— Date alternative d eta i Is 



1.6 



Provide 

alternative 

dates 



- Date u navai labi I ity status- 



-Room reservation details' 



D3 



Dl 



Prices 



D6 



Service descriptions 



D7 



Pictures 



DS 



Acceptable customer standards 



D2 



Customer requirements 



Check 
availabilities 



Room 
reservation Room 
details End 

|_ date 

availability 

Reservations status 



^E:E.€: r '/3iiC rn 

dates 



-Room alternative acceptance details- 



- [>ate alternative acceptance details - 
Reservation confirmation 




I 
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D3 



Reservations 



details 



1 



Produce 
cleaning 
schedule 

Cleaning 
schEdulE 



D10 



Cleaning schedules; 



- Reservati an details- 



-Room status- 




D4 



-Confirmed reservation- 



Rtri^vaiiDn deiiiili; 



Room statuses 



Rod mi status- 




r 2.1 




Remind 





re se nation 









2.5 



Confirm 
reservation 



Reservation details- 



^ Customer attendance 

Customer 

ion \| 



KEy 

room 
details 



-Reservation details- 



2 . 6 



Provide 
room 



Reserved 
<ey 
detai Is 



D5 



Access kevs 




Breakfast request details' 



Tourism 
inquiry 
d eta i Is 



Tourism 
c Eta i Is 



3. 6 




Ord er d Eta Ms- 



Cook 



Updated 
requirement 
detai Is 



D2 



Customer requirements 



Requirement 
details 



- Pr&f ET&n ces deta i Is 



3.3 



Receive 
food 

preferences 



Create 
tourist map 



-Tourism details- 



D13 



Tourism iuformatiou 



60 | P a g e 



-C-c-sied h-rEavfast dEtsil: 




Supplies order 
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Customer 



Payment Receipt 
details details 




iheca-s-ut status- 



- Payment amount- 



Reoeipt details 



D15 



Receipts 



4 . 1 



Check-out 
customer 



-Return key details- 



Checs- 
confirmation 



4.: 



Determine 

payment 

amount 



D5 



Access kevs 



-Undean room status- 



D4 



Room statuses 



-Duration of stay- 



- Pri ce deta i Is— 



D3 



Reservations 



Dl 



Prices 



D14 



D17 



Receipt 
details 



Payment 
amount 



1 



Receipt details- 



D16 



Accounts 



-Account details— 



Payments 



Touristic payment details- 

- Touristic fee details 



Touristic fees 



-TouristicfEE d&tails- 



- Information package details 



D20 



Bed and breakfast statistics 



4.4 



Determine 
income tax 
amount 



- 1 n come tax report— 



t 



4 . 5 



Determine 
touristic fee 



-Payrrant dEtails- 



-Zone certification 

Insurance dEtails 



D19 



4 . 6 



Renew B&B 
certification 



_Bed and breakfast certification 
details 



Legal documentations 



Bed and brEadast report 

-BEd and breafrfast certification dEtails- 

Information padfcage dEtails 
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Tourisme 
Quebec 



Bed and breatfast 
certification details 



-Information package d Eta i Is- 



-Bed and breakfast report- 



4.6.1 



Renew B&B 
Status 



4.6.2 



Receive 
in formation 
package 



Bed and 
breakfast 
certification 
details 

Zone 
certification 



Insurance 
details 



D19 



Legal documentations 



Touristic 

fEE 

d eta i Is 



D17 



Touristic fees 



Information 
pa cxag e 
details 



k 



D20 



Bed and breakfast statistics 



63 I P a g e 



Appendix G - Functional Decomposition Diagram 
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BGB Chez 

Maggie 

Maguire 




1 . 1 



Give service 
information 



1.2 



Share 
pictures 



1.3 



Approve the 
customer 



1.4 



Provide 

al te rnative 

rooms 




1.5 



Check 

availabilities 



2.1 



Remind 
reservation 



1 . 6 



Provide 

al te rnative 

dates 



2.2 



Produce 

cleaning 

schedule 



1.7 



Reserve 
room 



2.3 



Give 

cleaning 
schedule 



2.4 



Update room 
status 



2.5 



Confirm 
reservation 



2 . 6 



Provide room 




3.1 



Receive 
order 



3.2 



Serve 
breakfast 



3.3 



Receive 
food 

preferences 



3.4 



Check 
supplies 



3.5 



Purchase 
supplies 



3.6 


Create 




tourist 


map 




4.1 



Check— out 
customer 



4.2 



Determine 
payment 



4.3 



Generate 
receipt 



4.6.1 



Renew ESE 
Status 



4.4 



Determine 
income tax 
amount 




4 . 6 



Renew BSB 
certification 



4.6.2 



Receive 

i nf o rmati o n 

package 
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Appendix H - Candidate Systems Matrix 
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Characteristics 


Candidate 1 


Candidate 2 


Candidate 3 


Portion of 


Same as currently, with the 


(1) 


Customer lists will be 


(1) Reservation calendar (D3) 


System 


addition of pictures 




maintained in an Excel 


will be maintained in an 


Computerized 


included on Tourisme 




spreadsheet 


interactive database that 




Quebec's website 


(2) 


Receipts will be numbered 


customers can access and 








and also entered in Excel 


make reservations online. 






(3) 


A Facebook page will be 


This will be a third party 








posted with pictures of the 


software. 








rooms, service descriptions 


(2) Customer approbation is 








and prices. 


made easier by requiring the 






(4) 


After the customer's stay, 


customer to fill an online 








the owner will send an 


form. This form will also be 








email thanking them for 


used to keep customer 








their stay and asking if 


information and requirements 








they have any comments 


and will be linked to a 










database where this data is 










stored. This form will be sent 










after reservation 










conformation. 










(3) The confirmation email 










before check-in is sent 










automatically by the web 










server. 


Non- 


(1) Customers will fill 


(1) Customers will fill out an 


None 


Computerized 


out an information 




information sheet when 




Improvements 


sheet when checking- 




checking-in, with their 






in, with their personal 




personal information and 






information and 




requirements 






requirements 










(2) Supplies to be bought 










will be maintained on 










a shopping list 










(3) A guest book will be 










placed in the lobby so 










that customers can 










add comments about 










their stay 










(4) Receipt number will 










be recorded onto the 










customer's file to 










track payment. 
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Benefits 


Easy to implement, will not 
require drastic changes in 
the way the company does 
business 


(1) Can be implemented with 
the current technology 
available to the business. 

(2) Will reduce the 
dependency on the owner 
for data. 


Will automate a lot of the processes 
and reduce dependency on the 
owner. 


Hardware 


No additional hardware 
required 


No additional hardware required 


If personal webhost is chosen, new 
hardware must be required to 
provide better access and 
connectivity to the internet for the 
website. 


Software 


Email 


Email, Microsoft Office suite 
(mainly for Excel and Access), 
Internet browser w/ Facebook 
account 


Software provided by the 3 rd party. 


Knowledge 


Data will still be still be 
stored in mainly physical 
data stores, but will be in a 
predetermined format. 


Most data will be kept in 
computerized files. These files 
can be printed for physical 
backup. 

Reports can be developed by 
connecting Access to the Excel 
spreadsheets 


(1) .Some knowledge on how to 
use the software will be 
needed. 

(2) If webhost is not a third party, 
knowledge on how to 
maintain the website is 
needed. 


Processes 
Changes 


After checkout, customers 
will be asked for feedback. 


After checkout, customers will 
be asked for feedback 


(1) The check-in processes of 
Check Availabilities, Provide 
Alternative Room, Provide 
Alternative Date and Reserve 
Room will be combined into 
one as the customer will be 
able to consult the calendar 
online 

(2) After checkout, customers 
will be asked for feedback 
through email. 
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Appendix I - Feasibility Analysis Matrix 
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Description 


Weighting 


Alternative 1 


Alternative 2 


Alternative 3 


Operational 
feasibility 


0.125 


Data collection is 
aggregated in specific and 
organized mediums, but 
the data collected is 
sensibly the same. Data 
storage is better 
organized, but not much 
safer than it currently is. 
This solution allows for 
better data maintenance, 
which is the first step 
towards automating the 
business 

Score: 65 


The data collected is sensibly 
the same as currently, but the 
data is aggregated in a 
computerized system made to 
prevent inconsistencies (e.g. 
mandatory/default fields, 
numbered customer and 
receipts entries). Data is stored 
both on a physical medium 
and a computerized file, 
making it less prone to loss or 
damage. Finally, the 
aggregation of data allows for 
the production of meaningful 
information 

Score: 90 


The data collection is 
built into the process: no 
customer can reserve 
without filling out 
required fields. Data is 
stored in a computerized 
system and regular 
backups are performed. 
This solution also 
allows producing 
various reports to use 
the data collected. 

Score: 100 


Cultural 
feasibility 


0.25 


The solution does not 
really change the way the 
bed & breakfast does 
business, so it is likely to 
be accepted 

Score: 100 


The solution, while it does not 
completely change processes, 
still requires to switch to 
computerized systems, which 
may require some adaptation 

Score: 80 


The solution demands a 
lot of computer training 
and to change the way 
most major steps in the 
system are conducted. It 
may encounter some 
resistance 

Score: 50 


Technical 
feasibility 


0.25 


The solution does not 
require any new 
technology 

Score: 100 


The solution requires to 
acquire some expertise in 
technologies like Excel and 
Access, but these technologies 
are easily available 
Score: 85 


The solution requires a 
lot of expertise and most 
likely necessitates to 
buy new technology 

Score: 45 


Schedule 
feasibility 


0.125 


The solution can be 
implemented almost 
immediately 

Score: 100 


The solution requires a little 
bit of planning and 
development, but can be 
readily available 

Score: 90 


The solution would take 
some time to implement 

Score: 70 


Economic 
feasibility 


0.25 


The solution yields no 
additional cost but and 
should increase the 
number of customers by a 
little bit 

Score: 90 


The solution yields some 
additional costs but and should 
greatly increase the visibility 
of the business 

Score: 90 


The solution 
necessitates investment 
from the owner, but may 
allow to reach more 
customers 

Score: 60 


Total 


1.0 


93.125 


86.25 


60 
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Appendix J - Modified DFDs 
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-Customer inquiry details— 
Service details 



Reservation request details 
Refused customer details — 



Roc-m alternative details- 



Room alternative refusal detai Is- 



-Breadast request detai Is- 



- Served breakfast details 

PreferenDBS details - 

Tourism inquiry details 



- Tourism detai Is- 



-Chedc-out status - 



"Payment amount 



-Payment details— 



-Receipt detai Is- 



Customer 



Date alternative refusal details- 
. — Date alternative details- 



Date alternative acceptance details 

Room alternative acceptance detai Is- 
Reservation confirmation 



Reservation details 

—Customer attendance- 



Key and room details 



Order details 
-Cooked brealrfast details' 



B&B Chez Maggie Maguire 



-Information package details' 



-BecI and b-readast certification details- 



-Payment details- 



-Bed and breakfast report- 





Cleaning schedule ^ 

Cleaner 
1 
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Customer 



Customer inquiry details- 
Service details 



-Reservation request details- 
— Refused customer details - 



-Rccm a Its 'native dEtails- 



- R c c rr alte-rsti'/e -sf^ssl cetsils- 



-Bate alternative refusal details 
_Date alternative details. 



Book room 



Dl 



Prices 



-Price details— 



D2 



Customer requirements 



_Customer requirement_ 
■details 



Room reservatic-n 



-Check-out status- 



- Payment aanount- 



-Payment details- 



Receipt details- 



Prices 




Breakfast request detaila— 
— £ e-'/e i : 'es-fsst details 



— Tourism inquiry detail 

— Tcu.rism details- 
-PrEf&rEnces details. 



-PriDe dEtsils- 



Receipt details 
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Customer 



-Customer inquiry details' 
Service dEtails 



1.1 



Give service 
information 



Reservation 
request 

■details 



Refused 
custom ef 
details 



1.3 



Approve the 
customer 



£ 



Room description- 
details 



D9 



-Room alternative details- 



1.4 



Provide 

alternative 

rooms 



Room alternative refusal details' 

-Date alternative refusal details- 

Date alternative details 



1.6 



Provide 

alternative 

dates 



-Service dEtails^ 



-Customer approbation criteria— 



-Customer requirement details- 



-Approved customer dEtails^ 



Room descriptions 



-Room unavailability status- 



-Cats unavailability status- 



-Rimmti rESErvation details- 



D3 



Dl 



Prices 



D6 



Service descriptions 



D8 



Acceptable customer standards 



D2 



Customer requirements 



1.5 



Check 
availabilities 



Room 
reservation Ruum 
details a . nd 

|_ date 

availability 

Reservations status 



^ e is rva ti on 

□ 3tE:S 



Reservation 
d eta i Is 



-Room alternative acceptance details— 



"Date alternative acceptanDB details - 
— Reservation confirmation 



1.7 



Reserve 
room 
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D3 



Reservations 



Reservation 
details 



1 



Produce 
cleaning 
schedule 

Cleaning 
schedule 



D10 



Cleaning schedules 



-REservation details - 



- Room status- 




D4 



-Ccrfi r rr e □ r ss& 'vatic n- 



Reservation d Eta Ms 



Room statuses 



Ra-a-m status- 




2 . 1 




Remind 





reservation 





REservati an details- 



-Customer attenaance- 



2 . 5 



Confirm 

reservation 



- Req uested customter f i le detai Is 
Customer file detail: 



Existing 

OLE-tCH'E' 

file 

data i Is 



| -21 




-Reservation details- 



Customer 
filE 
d Eta Ms 



Provide 
room 




omer file 



R E =-=''.■■ EC 

-:e •/ 
details 



D5 



Access kevs 
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BteaWast re-q uest d Eta i Is- 



Tourism 
inquiiy 



Tourism 
details 



D2 




Cook 



-Cc-MEd b-rEa<fast dEtails- 



Customer requirements 



REquirEmEnt 
details 



-PrEfErEnces details 



3.3 



Receive 
food 

preferences 




-Tourism dEtails- 



D13 



Tourism information 




I nventoy items detai Is- 
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D14 



Customer 



2heot-c-ut status- 



Check-out 
customer 



-Return hey details- 



- Payment amount— 



Cherk- 
confirmation 



Payment Receipt 
details details 



D17 



Determine 
payment 
amount 




Account details— 



Determine 
income tax 
amount 



Payments 



Touristic payment details- 

-Touristicfee details 



t 



Touristic fees 



-Zone certifi cation 

Insurance details- 



D5 



Access kevs 



-Unclean room status- 



D4 



Room statuses 



-Duration of stay- 



-Price details- 



D3 



Dl 



- 1 n come tax report- 



r 4.5 




Determine 
touristic fee 





Payment details- 



D19 



-Touristic fee detaih— 



-Information paota-ge details- 



D20 



Bed and breakfast statistics 



1.6 



Renew B&B 
certification 



_Bed and breakfast oertification 
details 



Legal documentations 



Bed and brealrfast report 

-Bed and breakfast certification details- 

Information package details 



Reservations 



Prices 
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Appendix K - Solution Documents 
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Nom du (des) client(s) 
Numero de telephone 
Age : 

Adresse e-mail : 
Allergies : 

Besoins particuliers : 



Chez Maggie Maguire 
Fiche-client 




RESERVE A L'ADMINISTRATION 



Numero 
re£U 


Date 
d'arrivee 


Date de 
depart 


Nombre de 
personnes 


Chambre 


Raison de la visite 


Prix par 
nuit 


Prix 
total 



































































Notes : 



79 I P a g e 




Customer(s) Name(s) 
Telephone Number : 
Age : 

E-mail address : 
Allergies : 

Specific needs : 



Chez Maggie Maguire 
Customer file 




RESERVED FOR STAFF 



Receipt 
number 


Arrival 
Date 


Departure 
Date 


Number of 
people 


Room 


Reason for visit 


Price per 
night 


Total 
Price 



































































Notes : 
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Appendix L - Logic Decision Table 
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Rule 1 


Rule 2 


Rule 3 


Rule 4 


Rule 5 


CI: Customer is approved 


XT 


Y 


Y 


Y 


Y 


C2: Requested room is available 




v 


M 
IN 


M 
IN 


M 
IN 


IS" A 1 t-ot-ti Qf"i \rt* rnnm ic Qr , r*P'T"\t"PTl 
v^J. /AllcIllaLl Vc IUU1I1 Is acccpicli 






Y 
i 


IN 


NT 


1^/1 • A 1 f"f»T"tl Qf"1 ^7P* HQtP 1C QPPPr\t"P/l 

v^t-. /AlLCIllaLl VC UalC Is acccpicU 








V 
i 


IN 


Al : Do not reserve room 


A 








A 


A2: Provide alternative room 






v 
A 


A 


A 


A3: Provide alternative date 








X 


X 


A4: Reserve room 




X 


X 


X 





